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Statement 
 
Together Women is committed to providing a quality service of a standard 
acceptable to all our customers.  If we fail to do this we want to ensure customers 
feel they can let us know about their concerns.  This will enable us not only to 
deal with a specific problem, but also avoid it happening again. 
 
 
 
Complaints Policy 
 
This complaints policy sets out the procedures Together Women will follow when 
we receive complaints from customers of the service, an organisation or member 
of the public.  It does not address complaints made by staff or volunteers (dealt 
with through Grievance Policy and procedures) nor job applicants (Recruitment 
Selection Policy). 
 
 
 
Our Aims 
 
We aim to ensure that: 
 

• Making a complaint is as easy as possible. 
• We treat as a complaint any clear expression of dissatisfaction with our 

service which calls for a response. 
• We deal with it promptly, politely and, where appropriate informally (for 

example, by telephone). 
• We respond in the right way – for example, with an explanation, or an 

apology where we have got things wrong. 
• We learn from our complaints and use them to improve our service. 
• We keep the complainant informed about progress as well as about the 

eventual outcome. 
 
 
What is a complaint? 
 
Complaints cover a number of issues.  Some examples are (but is not limited to) 
as follows: 
 

• Refusal of a service 
• Withdrawal of a service 
• The quality of services offered 
• A specific incident which has caused concern. 
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Making a complaint 
 
You can make a complaint in writing, by email, by telephone, or in person (by 
appointment) to the relevant centre. Complaint and Feedback forms can be found 
on SharePoint in Central > Policies > Procedures > Complaints and Feedback 
Procedure. A copy of this form can also be found in Appendix 1. 
 
Customers can also use the suggestion boxes in our centres to make a 
complaint. 
 
If you are writing or emailing your complaint, please provide your telephone 
number if a response by telephone would be convenient.  If you are emailing, 
please state if a reply by email is required and, if not, please provide a full postal 
address.   
 
All complaints either oral or in writing, are investigated fully. 
 
Any individual who makes a complaint receives a full response in the shortest 
possible time and all complaints will be responded to in 14 days. 
 
 
Key Principles 
 

• A complaint must be dealt with as promptly as circumstances allow. Any 
undue delay could increase the gravity of the complaint. 

• Staff should endeavour to exercise the greatest degree of courtesy, 
patience and attention towards anyone wishing to make a complaint.  

• If in doubt about any aspect of the Complaints Procedure or of the nature 
of any specific complaint, staff should seek advice from the Centre 
Manager. 

• TW welcomes learning from feedback received by our clients and partners.  
Feedback is discussed and where necessary, changes will be 
implemented following approvals by the senior management team.  Any 
material change that impacts the service and/or contracts we hold with our 
suppliers or partners will be communicated and agreed (if necessary) 
beforehand. 

• Complaints related to the service we provide for and/or on behalf of our 
partners will be communicated either by email within a 48 hours timeframe.  
If the complaint is deemed as an emergency it may be necessary to 
communicate via a phone call followed by an email with the details and 
resolution of the complaint/s.   

• All complaints will be logged centrally and held at TW’s offices.  The log 
will contain the details of the complaint, complainant, date of complaint, 
resolution and by whom. 

 

https://togetherwomenorg.sharepoint.com/:x:/s/Central/ERVVLzAr8ppKpFawlWWFN6MBOiAxKzRS7wBOHxpQ3tmrgw?e=hN6673
https://togetherwomenorg.sharepoint.com/:x:/s/Central/ERVVLzAr8ppKpFawlWWFN6MBOiAxKzRS7wBOHxpQ3tmrgw?e=hN6673
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The procedure 
 
The complaints escalation within TW is as follows: 
Key Worker > Centre Manager > Director of Services > CEO > Board of Trustees.  
 
When someone wishes to register a complaint, the following procedure will be 
adopted: 
 

1. Any written or verbal complaints should be addressed to/raised with the 
Key Worker and marked “Private and confidential”.  
 

2. The Key Worker will forward the complaint to the Centre Manager of the 
relevant department of Together Women. 

 
3. If the complaint is regarding the Management of these services, it will be 

forwarded to the Director of Services in the first instance.  If further 
investigation is required, it will then be dealt with by the CEO and Board of 
Trustees.  

 
4. The relevant Centre Manager will contact the complainant and arrange to 

speak to them in person. 
 

5. The Centre Manager will investigate the complaint and attempt to resolve 
it.  They will consult with any staff members involved and if needed, seek 
guidance from another member of the management team. 

 
6. If the complaint involves a member(s) of staff, the Centre Manager will 

offer the opportunity for the member of staff to put forward their account, 
either by written statement or by presentation to the Centre Manager.  If 
the member of staff’s professional conduct or judgement is in question, the 
Manager will implement the TW disciplinary policy. 

 
7. The Centre Manager will make a decision based on all information 

presented to them. 
 
Response 
 

1. The Key Worker who receives the complaint will endeavour to resolve any 
complaints verbally raised as soon as possible. 

 
2. If this is not achieved, the complaint will be discussed and investigated by 

the Centre Manager who will ensure that all complainants receive a 
response (in writing) within 14 days of the complaint being received.  This 
letter will summarise what investigation has been carried out and what 
action, if any, is proposed to resolve the matter. 
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3. The Centre Manager will arrange to have an interview with the complainant 
and if the complainant is not satisfied with the proposed resolution, the 
complaint will be presented to the Director of Services.  
 

4. The complainant must respond to the Centre Manager within 10 working 
days with details of their concerns.  This meeting should be held within 10 
working days as before.  A written record of this interview will be kept and 
signed by the complainant. 

 
5. If the complainant is not satisfied at this stage they should ask for the 

matter to be escalated to the CEO and if necessary, the CEO will present 
to the Board of Trustees. 

 
 
 
 
Board of Trustees Committee 
 

1. On referring the complaint to the Board of Trustees, the Senior 
Management team/CEO will send copies of all written correspondence to 
the Chair of the Committee. 

 
2. The Chair of the Board of Trustees and a designated member of the Board 

of Trustees will convene and review the decision made by the Centre 
Manager, they may seek further clarification from any of the parties 
involved. 

 
 
Final Decision 
 
The Chair of the Board of Trustees will notify the complainant of its reasons and 
decision within 15 working days of having received notice of the complaint. The 
Committee’s decision will be final.   
 
 
Appeals Process  
 
If the complainant has exhausted the above process and is still not happy with the 
response, they will have the option of taking the complaint to The Charity 
Commission.  
 
 
Recording and Monitoring 
 
All complaints will be recorded and kept on file, including those which were 
resolved without being put in writing.  The Complaints Form shall be used to 
record the details of the complaint. Each centre must hold a Complaints Log and 
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the Complaints log must be updated each time there is an action on a complaint. 
This must then be shared with HRSupport@togetherwomen.org to collate 
centrally. 
A template of the Complaints Log can be found on SharePoint in Central > 
Policies > Procedures > Complaints and Feedback Procedure. 
 
All complaints shall be treated with regard to the Confidentiality policy. 
 
The CEO will make a report once a year to the Board of Trustees summarising 
the nature of complaints received and how they were resolved.  The Committee 
agenda will include a review of complaints. 
 
 
 
Publicising the Procedure 
 
The CEO and Senior Management team are responsible for ensuring that all 
Together Women publicity material welcomes complaints from customers, and 
that the material clearly explains how to obtain a copy of the Together Women 
complaints procedure.  
 
The Policy will be published on the TW website. 
 
 
Ensuring the Effectiveness of the Procedure 
 
Existing and new staff will be introduced to the complaints procedure via induction 
and training.  The procedure will be reviewed annually and amendments should 
be proposed and agreed by the Board of Trustees. 
 
 
 

mailto:HRSupport@togetherwomen.org
https://togetherwomenorg.sharepoint.com/:x:/s/Central/ERVVLzAr8ppKpFawlWWFN6MBOiAxKzRS7wBOHxpQ3tmrgw?e=jQNSXG
https://togetherwomenorg.sharepoint.com/:x:/s/Central/ERVVLzAr8ppKpFawlWWFN6MBOiAxKzRS7wBOHxpQ3tmrgw?e=hN6673
https://togetherwomenorg.sharepoint.com/:x:/s/Central/ERVVLzAr8ppKpFawlWWFN6MBOiAxKzRS7wBOHxpQ3tmrgw?e=hN6673
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Appendix 1 
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